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ABSTRAK 
 
 
PENGARUH KEPUASAN PELANGGAN, KUALITAS LAYANAN, DAN 
KEPERCAYAAN TERHADAP LOYALITAS PELANGGAN PENGGUNA 
GRAB DI KABUPATEN KUDUS  
 
Zaenal Arifin 
                                                     NIM. 2014-11-308 
 
Dosen Pembimbing I   :  Dr. H. Mochamad Edris. Drs, MM  
Dosen pembimbing II  :  Nurul Riska Arumsari, SE, MM 
 
Penelitian ini mempunyai tujuan menganalisis pengaruh kepuasan pelanggan, 
kualitas layanan, dan kepercayaan terhadap loyalitas pelanggan pengguna Grab di 
Kabupaten Kudus baik secara parsial maupun berganda. Jenis penelitian ini adalah 
penelitian penjelasan (explanatory). Pengumpulan data melalui wawancara dan 
pemberian daftar pertanyaan (kuesioner).  Populasi adalah seluruh pelanggan 
pengguna Grab di Kabupaten Kudus. Sampel sebanyak 98 responden. Uji instrumen 
dengan uji validitas dan uji reliabilitas. Analisis data menggunakan uji regresi 
berganda, uji hipotesis (uji t dan uji F), dan koefisien determinasi (Adj R Square). 
Berdasarkan hasil analisis data mengenai pengaruh kepuasan pelanggan, 
kualitas layanan, dan kepercayaan  terhadap loyalitas pelanggan, maka dapat diambil 
kesimpulan (1) Secara parsial ada pengaruh positif signifikan antara variabel 
kepuasan pelanggan terhadap loyalitas pelanggan; (2) Secara parsial ada pengaruh 
positif signifikan antara variabel kualitas layanan terhadap loyalitas pelanggan;(3) 
Secara parsial ada pengaruh positif signifikan antara variabel kepercayaan terhadap 
loyalitas pelanggan; (4) Secara berganda ada pengaruh positif signifikan antara 
variabel  kepuasan pelanggan, kualitas layanan dan kepercayaan terhadap loyalitas 
pelanggan. Variabel yang paling dominan mempengaruhi variabel loyalitas pelanggan 
pengguna Grab di Kabupaten Kudus adalah variabel  kualitas layanan. 
 
 
Kata Kunci :  Kepuasan pelanggan, kualitas layanan, kepercayaan, loyalitas 
pelanggan. 
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ABSTRACT 
. 
 
THE INFLUENCE OF CUSTOMER SATISFACTION, SERVICE QUALITY,  
AND CONFIDENCE IN THE LOYALTY OF USERS GRAB IN KUDUS  
 
 
Zaenal Arifin 
                                                     NIM. 2014-11-308 
 
     Advisor  I   : Dr. H. Mochamad Edris. Drs, MM  
    Advisor  II  :  Nurul Riska Arumsari, SE, MM 
 
 
This research aims to analyze the influence of customer satisfaction, service 
quality, and confidence in the loyalty of users Grab in the Kudus well in partial or 
double. The nature of this research is explanatory research (explanatory). Data 
collection through interviews and questionnaire (questionnaire). The population is all 
customers users Grab in the County. As many as 98 samples of respondents. Test 
instruments with test validity and reliability tests. Data analysis using multiple 
regression tests, test the hypothesis (t-test and F-test), and the coefficient of 
determination (R Adj Square). 
Based on the results of data analysis on the influence of customer satisfaction, 
service quality, and the trust of customer loyalty, then it can be drawn the conclusion 
(1) partially there are significant positive influence among variables of customer 
satisfaction against customer loyalty; (2) there is a partially positive influence 
significant between the variable quality of service towards the customer loyalty;(3 
partially) there are significant positive influence among variables trust of customer 
loyalty; (4) there are multiple significant positive influence among variables in 
customer satisfaction, service quality and the trust of customer loyalty. The most 
dominant variables influencing variable customer loyalty users Grab in the County is 
the variable quality of service. 
 
 
Keyword: Customer satisfaction, quality of service, trust, customer loyalty. 
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